CALLER

v

DSS COUNTY OFFICE
Answer FAQs
Basic eligibility questions
Basic benefit amount
assistance
Courier of foster care card
Balance inquiries*®
Check purchases*
Order Card*
Change address*
Help with PIN*
Redirect to EBT call center
for EBT Edge related asks
Redirect to school for
attendance data matters
Redirect to school or
school nutrition director
for FRP confirmation/
application

y

SCHOOL MAIN LINE

e Redirect calls to
the correct
school party

v

v
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A

PRIMARY ENTRY POINT:
EBT CALL CENTER

Balance inquiries

Check purchases

Order Card

Change address

Help with PIN

Answer FAQs

Child eligibility questions
Concerns over incorrect
benefit amount

Redirect to school for
attendance data matters

EBTIVR
Activate card
Set PIN
Balance Inquiries
Last few purchases
Redirect to EBT call
center for ordering
new card

SCHOOL NUTRITION OFFICES

Request household
application for meal
benefits

Confirm eligibility for
free/reduced price meals

*Requires county-level EBT Edge access
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POWERSCHOOL COORDINATOR
Attendance records

If student is missing from dat

2-1-1

e Answer general
FAQs

e Source for other
food resources

e Redirect to EBT
IVR or EBT Call
Center for more
specific requests

DPI POC/DESIGNATED LINE

® Take caller and student information if
unable to resolve

® (Coordinate with DPI data team to check

DPI data file and/or PowerSchool

h 4

DPI DATA TEAM

o \Work with DPI POC and check the data file
and PowerSchool

Data updates in PowerSchool; <
sending updated data to DPI
so missed benefits can be
reissued

\ 4
[ J

Confirm eligibility questions with DPI data
file and attempt to resolve

® Coordinate with PowerSchool district POCs
to resolve PowerSchool data anomalies
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